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Abstract

Providing academic information is an essential component of student services in the Department of
Computer Engineering, Faculty of Engineering, King Mongkut’s University of Technology Thonburi (KMUTT). Due to
the large number of students, the volume of academic inquiries has increased considerably, requiring educational
service staff to repeatedly answer the same questions and spend substantial time providing information. This
research aimed to apply chatbot technology to support the provision of academic information for students, thereby
improving the efficiency of student services. The chatbot, developed by students of the Department of Computer
Engineering, KMUTT, was implemented as a tool for delivering academic information through the department’s
Facebook page. The study also examined students’ satisfaction with the chatbot. The study was conducted with
undergraduate students from the Department of Computer Engineering, Faculty of Engineering, KMUTT, and
consisted of two phases. In Phase 1, 100 students used the chatbot for one month. In Phase 2, the chatbot was
deployed for four months, during which usage data and user satisfaction questionnaires were collected. The results
indicated that the chatbot effectively reduced the workload of educational service staff by handling routine
academic inquiries. In Phase 1, the chatbot answered basic questions that accounted for 59% of the total inquiry
workload, significantly reducing the need for staff intervention. In Phase 2, during the four-month deployment, the
chatbot automatically processed routine inquiries and forwarded specialized questions to staff for further
assistance, while staff handled only 56% of the total inquiries. The most frequently asked questions concerned
procedures for completing insufficient student activity hours, the deadline for course withdrawal, and where to
download leave request forms for personal leave and sick leave. Overall, students reported high levels of
satisfaction with the chatbot, with the combined satisfaction ratings across both phases falling within the good and
excellent levels.

In conclusion, the application of chatbot technology for providing academic information effectively
reduced the repetitive workload of educational service staff and improved the efficiency and responsiveness of
student services. However, the findings suggest that future development should focus on enhancing the chatbot's
capability to handle more complex, personalized inquiries, while continuously updating and refining the knowledge

base to improve the accuracy and quality of its responses.
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